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Al t hough t he anpbunt of eval uation research has increased with
time, the best neasures to use in evaluation of reference
services continue to be uncertain and .
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effectiveness of his work or its inpact? Reference |librarians
may have acted rather blindly in.
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provi sion of qualitative reference service will no doubt The
maj or purpose of this study was to evaluate reference services
I n academ c.
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Four 27 percent were print sources, and one source 7 percent
was an el ectronic, proprietary database, providing full-text.
Thi s paper reports on a pilot study of chat reference service
I n academ c and public libraries that addressed nethodol ogi cal
concerns and provided data on which to test various anal yti cal
approaches to data analysis. O her studies are reporting

| engt h-of -session data so, in the final study, findings can be
Eval uati on of Reference Services to other studies.

Usi ngconcept ual cat egori esof questi onst oneasur edi fferencesinretri e\
In three cases, the questioners have or have had operati onal
responsibilities for a chat reference service. Unobtrusive
Testing and Library Reference. To work effectively with

i brary col | eagues, which includes library faculty, staff,
student assistants, and the RMS Librarian, reference

i brarians nust enpl oy good interpersonal and conmmuni cati on
skills and approach issues in a collegial, problemsolving
manner .

Thehour sof oper ati onvari edacrosst hepartici pati ngi nstitutions. Si nce
the large study will analyze chat reference services in both
academ c and public libraries, participation for the pil ot
study was solicited fromone |library fromeach type.
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